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Outsourcing has become very popular within many organizations of today. Outsourcing reduces operating costs, increases quality and productivity, and offers flexibility. With the growing demand of having customer service available and functioning twenty-four hours a day, outsourcing seems to be the only key to making it happen. Call centers within different countries increase customer service availability to twenty-four hour day availability since each country is on a different time zone. As Mark Tinucci stated, “[Outsourcing] allows companies to easily shift their telephone traffic anywhere in the world, and more precisely address changes in customer demand” (¶ 8). This paper will analyze AT&T’s decision to outsource its customer service department by performing the five-step hypothesis test.

Hypothesis


With the status of being one of the world’s largest corporations, AT&T has the responsibility of making many decisions on a daily basis.  Among some of those decisions resides one that was made to moderate the customer service call center by removing that responsibility from AT&T and its associates and placing it in the hands of another entity in the form of outsourcing.  Outsourcing, like aforementioned in the preceding paragraph, gives a company several options to offer prompt service, almost unlimited availability, and the added benefit of cutting cost; which in the end adds to the bottom line.  The hypothesis proposed in this particular matter in regards to AT&T is as to whether or not does outsourcing provide a better benefit for the company and customers versus supplying the same resources internally.  Additionally, given that data is collected in a controlled population, is customer satisfaction greater if provided by an outside source, or is it greater if provided in-house by AT&T.  Finally, once the hypothesis testing has been completed, a resolute decision needs to be made as to whether or not the utilization of outsourcing has in fact created a better environment for AT&T and its customers worldwide as surmised in the initial hypothesis.

References

Tinucci, M. (2005, May). Outsourcing customer care provides cost savings. Electric Light and Power, 83(3), 50-51. Retrieved April 4, 2008, from Career and Technical Education database. (Document ID: 859983081).

